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Wekonvo PiKtfo Matoa (Supef User > 



{Import Call Recipient Information ^ 

Please upload a rite of Can Recipients 

Import Call Recipient information from a text fits of comma-separated data In the follow* no format 
G* wipRuiw J>i biu»yK*y.S,*datkH ^HiK^^JXutwFb «.P1k* w,ZtpJ>&LAtitfiWo» OPi k« fcXjomXKitmJUHl, 

Pi op«ty7 J>i opwtyepi opec ty^Ptopeityio 



1 Browse... 1 



| Import | 



Notes; 

• The Saturation Held and ail fields after ZIP are optional. These fields should be left blank rf not used. 

• Ail Cell Recipients must have the same group itatiM for the bulk loading of Call Recipients to work. 

• The Pi ImaryKey field Is critically important in that ft identifies en Individual within SAW!. Each recipient must have a unique Primary Key 
regardless of which group the person is a member of. That is. if e Recipient's contact information is imported and then a second Recipient's 
information is imported with the same primary key, the first Recipients information will be overwrite m 
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| You tan Import murtiple Call 

Recipients into SAW1 at once &* 
i by uploading a comma- ? | 
j separated text file. §| 
j The file must have the file 
| extension ".bi or .csV and 
j each Call Recipient must be {. 
i listed in the format shown. V | 
I Note that there are no r£ 
| spaces between fields, and 
| that eech person's data has 
j to be in a separate tine. ||| 

| PtescitptioiiReM 

Specie! function (laid used to 

say prescnptlon names ■l ' : 
during a SAWtcall (e$., * 

"AccordinQ to our r&cortii, |p: 

|| your prescription of Vtoxx wiU S 

M Oo running outmtte next few B 

1 *W> 

§ DettntatFkkJ 

• ) This special purpose flew 
h allows you to import multiple 
§ prescription names. A 
p Looping Audio Component 

• win use data from this field to ; 
a ask the same question for as ; 
g marry items as may be 
; | present in the field (e.g., Vo 
m you want to refill your 
jj prescription ofVkooc Do you 
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items, i KAL&SxsrJ&E^L.t AuiHiilliBpafiBaii ! Wn«a 




Review & Save 



PoGcyDoUtUsfof -bfcrfr 



Poocy Component name: blah 

CaBrype: HealthCasl 
Number of <kHK*eiy attempts: 2 attempts, with a 1 how Interval between attempts 



Monday 



Tuesday 



Wednesday Thursday 



Rtday 



Saneday 



8:00AM- 
9:00PM 



10 concurrent 
calls 



8:00AM- 
9:00PM 



10 concurrent 
calls 



8:00AM- 
9:00PM 



10 concurrent 
calls 



8:00AM- 
9:00PM 



10 concurrent 
calls 



8:00AM- 
9:00PM 



1 0 concurrent 
tails 



8:00AM* 
900PM 



1Q concurrent 
calls 



9:00AM- 
9.00PM 



1 0 concurrent 
calls 



{ Everything looks good save this policy. | 



Note: To change any Policy information, please click on the appropriate tab above. 
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Pteaa* <mt«t you Audio Componeia scilpt: 



Our records Indicate that your 
prescription of Llplcor will run out 
in the next tvo veefcs. To ensure that 
you maintain a supply of this 
important medication, please allow us 
to refill your prescription today. To 
refill the prescription automatically, 
say "PXFIU." after the chime. 



Database W or d 

f Sated Drfatxwowotd ; y j 



i I lnstm I 



Body Audio Components are |§| 

the main dialog building iS 

blocks in a SAWlcall. Multiple m 

Body Audio Components can '■■"( 

be assembled together p3 

through hoiworde to create Q 
an interactive dialog with the „ 
Call Recipient. 



Use only lefl« s, numbers, and basic ptaictuarion (.;:!?) in 
your salpt*. Special character s {e.0„ '|&| wto be Hn>of*d 
hy dw application 



[; Oontinua To Next Step 



Sample Body Audio 

Our records indicate mat your prescription of Upftor will run out In 
the next two weeks. To ensure that you maintain a supply of this 
important medication, please allow us to refill your prescription 
today. To refill the prescription automatically, say "REFaX** alter 
the chime. To speak to a call center representative, say "CALL 
CEMTER". if you have already filled your prescription or no longer 
take this medication, say "CANCEt**. Say refill, call center, or 



| What are Hotwords? 
^ Hotwords are words that 
i ; cause 8AWI to start playing a 
p new Audio Component The 
|| sample audio on the left 
»| shows hotwords within an 
p Audio Component 

fi onryone recipient with a 
|| given pnmary key can east 
|| This Held can have letters 
P and numbers and can have 
(§ multiple characters. 
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link 



Welcome P^do M.*oo (Suixm U*«> 



toft i fr¥Y?nvy>Pfft I town* M«PMrc<nftgl 1 lSSL<M. ] 



tloaia » KlfiJMnfe'. Cieate Mew CaB 



p ir " 

[Scheduling 



~ - • ■ ■ 



Deffe>« a Coll deflvery wiixiow 



Todays Date: Ji«r 13, 2003 



[jury v « 




2003 >v t 


End Date for Inbound Calls: 


[August *i 


h H 


2003 



Use tiits date to designate the last day Call Recipients may call tack to heat the 
SAWlcall (If theyVe been left an answering machine or unintended recipient 
message with Instructions to call in.) 

Dafly delivery ra wee ai adeftwdeith e poOcy you sefccujd. 

1 Continue | 



toft i ms&mk 
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How long wffl 9 take fo# a 
| cad pi op an to complete? 
j The duration of a call 
I program depends on several j 
j factors: the length of each 
] cad. the percentage of people { 
{ reached during an attempt 
I the time window defined for 
j call delivery, the size of the 
| Call Recipient group, the 
| number of concurrent calls, 
( etc. 

p| How slMNdd 1 set a deftraiy 
M time window? 
|| If you have chosen a large 
|f group of Cad Recipients 
? j and/or you indicate a narrow 
O del (very window, delivery may } 
|| have to be spread over 
H multiple days. Please select 
- the widest delivery window 
W possible In order to ensure 
H timer* delivery. 

J W»vwo»<dlw«dtoHn*the | 
§ ntenhet of concurrent caDs? \ 
§f If your dialog contains Call j 
M Transfer interactivity that j 
; t allows Call Recipients to \ 
' connect to a call center or j 
other live person, you may \ 
need to limit the number of j 
Call Recipients reached at \ 
one time to ensure that the j 
call center can manage the j 

vrtlumo off alio er\m\r\n in > 
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WoJcom* Paulo Maloa (Sup©iU*e»> 



M.flnjs>e£ffi.ftta » HaaiaLCjisLUMafis - Dialog Detain 



I Details for Dialog Component: USA car^ nri^lt rc^OILslsr 

! Ci eatod hy P,*rk> Matos on 4. 2003 12:28 PM 

; Last tixxtflled by Paulo Matos oil .My 4, 2003 1238 PM 



(HEADER] USAcare header 
J? PrW AUTHENTICATION] usa caravnm 
4 C [NUMERIC AUTHENTICATION] USAcsra . 4dialt3Uth 
>(? (ANSWERING MACHINE! JL!5AsaLe.;iJSlJllJ.AJS12 
4; [UNINTENDEO RECIPIENT] USAcare - rgtill UIRC1) 

jif^J t*atog: USA cere mA refil std 

(MAW BODY] PC-oodyma*wefi-2 (2) 
B {CONTINUE] looping aurJo mut refi 
| f-Q J [REFILL] USAcare end 
[ < [CANCEL] USAcare end 
B (CANCEL] USA cars nun input 

i ; [LESS THAN 17} USAcare mnor 
M£>4 I [GREATER THAN 70] USAcare sar*jr 
L &-& [CONTINUE] USAcaro - transfer to QA (whisper) 



a Dial 866-487-7868 

■ Press or say two 

■ Enter account number 1 234 5 7 2 and 

• Enter Dialog ID 0021 6 

- For HaaimUnk. PIN Is 1 2345678 



Sample Database Wotd Vetoes: 

■ Nanvetast Jones 
• MameHrtt: Clara 

■ Sahn&lon: Mrs. 

m Prescttottons; Hydrocodone 

m Dftfeltfed: 

Hydrocodono MoxxJC larttin 

■ Custeml: Custom One 
« Customs Custom Two 

■ Custom^ Custom Three 

■ Custom* Custom Four 

■ User PM 1234 

■ AUAWm* banana 
J 



To modify these sample database 
word values, clicks. 




Your Dialog Component may 
contain Database Words. 
This list of sample Database 
Won) values is provided to 
help ghre you a sense of how 
the BAWlcail win sound with 
Recipients' data. When your 
call Is delivered to actual Call 
Recipients, their individual 
database word values will be 
used in place of these 
sample words. 



1:1: : 



H if a sample word does not S 

m make sense in the context of fi 

I the Oialog Component you 

m are testing, you can change 

&| the words to better match g • 

m your Dialog by clicking the f^j 

im link at the bottom of the list. ||p 
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Figure 8A 
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dams* ^sir>-eflinK>.cr*at>M<.w CaB 



I Review & Saye 



to 



...*,:.£.. ,,^..,1:4:. & 



CaB Detafls for "Tost caH2~ 
T*$t caHT 



CaBTyp* HeafthCast 
Cattet ID: Account Oefauii 

CaflGiwp: Nona 
RecWont Or wi|>: wuHRcfli-Pauto 

DoBwy: Starting Jul 18, 2003. 

Me <ss age pickup expires on Aug 1 . 2003. 



\ Fn id 
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Sun 20 
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Tue22 


VVBd23 


Tnu 24 


















i; • 
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«**t - 
«m ■ 
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01 




HI 
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H 






IP' 


H ?1 




lit* 


2$ 8 


Hi' 





Everything looks good, save this Call 



Note: it you need to change any information, please click on the appropriate tab above. 



> ■■ .'.' ; : .\y.\^* : :Y: : :'h ^:':V:Y:^\\\^Y\'A ; .V;' V: : ■V^:: A^'-V:;V- :i :V: V: : :^ : : : ;/: : : : :V^\; 
/ ■ V''VA;,V:,;-.::.™U;:;'--L-:-,:LL:-.-.-,.-, ' t :.'v. -Ylv.-.v.i.v.:..:-; 
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Figure 12 A 



Recipient Authentication Dialog - Audio & VXML 



I'm sorry; the number you 
entered does not match ... 
Please try again 




To protect your information, 
we need to ask you an 
additional question. What is 
your 4-digit pin number? 



Launch Main 
Audio Message 



I'm sorry; the number you 
provided does not match the 
number we have on file. 
Please check the number 
you were given by ... and 
call us back at xxx xxx xxxx 
to r eceive this messa ge. 



Exit message 





Welcome 
message 









This is Acme Co, your mail 
order pharmacy. Please 
say yes to receive this 
message if you are [John 
Doe] 



Please say "1" for me to 
wait until you go get the 
person or "2" if you'd like 
to take a message 








Take message 







Please say "ready" to 
receive the message 



heard you say xxx Is that 
correct? 



To access the entire 
automated message for 
(John Doe], please call us 
at [number] and provide 
the follo wing PIN [number] 



If intended call recipient answers 
the call, the dialog decides 
whether a further validation is 
needed or not, execute the 
validation and then deliver the call 
message 



If intended call recipient does not 
answer the call, allow person who 
answered call to take message or 
pause until intended call recipient 
is summoned to receive the call 
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Silverlink Execution Environment - 
Customer Interaction 
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Figure 18 



Assemble Application 



Dialog Initiation 
Module 



Header 
Dialog 
Component 




Y/N 
Authent. 
Module 



If nothing said, a 
Answ. Machine 
Play Answ 
Machine audio 



Yes 



Web, No 




Unintended 
Recipient 
Module 



Allow SAWI user can preview the dialog 
using VXML (recorded audio for recorded 
audio components and TTS for 
unrecorded audio) and HTML 



If "no", go to Unintended recipient workflow: 

- Deliver Unintended Recipient audio only 
or 

- Ask user to choose between Wait, Message, or 
Wrong number (system audio). 

* wait 1 minute; deliver system audio message 
saying that will wait for intended recipient 

* message: play the unintended recipient 
message 

* wrong number: play system audio message 
saying acknowledging wrong number 
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Silverlink Execution Environment 
System Monitoring 



Delivery Providers 



Distribution Rules Engine 
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Silverlink Execution Environment 
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